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CUSTOMER 
PHONE # 


QUESTION 1 
RESPONSE 


QUESTION 2 
RESPONSE 








(555) 555-0001 


SATISFIED 


DISSATISFIED 


(555) 555-0002 


SATISFIED 


VERY DISSATISFIED 
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FIG. 2 



IVR SYSTEM CONTACTS 
CUSTOMER 



CUSTOMER ASKED QUESTION 
REGARDING SATISFACTION 
WITH PRODUCTS OR 
SERVICES 
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RETRIEVE NEXT 
QUESTION 




INVOKE ALERT ROUTINE 
(FIG. 4) 




YES 
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YES 



DOES 
^CUSTOMER HAVE X 

ANY ADDITIONAL 
.COMPLAINTS OR, 
^CONCERNS/ 
? 



INVOKE ALERT 
ROUTINE 
(FIG. 4) 



FIG. 3 



THANK CUSTOMER 
AND TERMINATE 
CALL 



ALERT ROUTINE 
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ASK CUSTOMER TO EXPLAIN 
DISSATISFACTION OR 
CONCERN 






RECORD CUSTOMER'S 
RESPONSE 






ASK CUSTOMER IF THEY 
WOULD LIKE TO BE 
CONTACTED 
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PROMPT FOR AND 
RECORD CUSTOMER'S 
NAME AND TELEPHONE 
NUMBER 



SEND ELECTRONIC 
NOTIFICATION TO 
DESIGNATED COMPANY 
REPRESENTATIVE 
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RETURN 



FIG. 4 
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